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The Covid-19 pandemic is affecting academic processes around the world and the 
emergence of problems in students. School counsellors have a significant role in helping 
problems and developing student potential through counselling services with digital 
technology media. This study focuses on discovering various technologies that were 
applied and used by school counsellors in the process of counselling services during the 
Covid-19 pandemic. The research method used a case study method, and a qualitative 
descriptive method with totally subject 20 teacher professional education alumni worked 
as school counsellors in various islands in Indonesia. The research instrument used an 
open questionnaire with distribution through google form media and descriptive 
qualitative data analysis. The results of the study found that asynchronous media and 
technology-based synchronous media were the leading alternatives for online counselling 
services during the Covid-19 epidemic. The use of asynchronous media with WhatsApp, 
Facebook, Instagram or social media, as well as synchronous media with Zoom, Webex, 
Google Meeting, or Hangout, can help solve problems and develop student potential. 
Recommendations for school counsellors to immediately adapt to the era of disruption 
and technology in counselling services. The following advice for the government is the 
administration of teacher and student welfare. 
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INTRODUCTION 
The Covid-19 virus pandemic represents a comprehensive global health crisis 
(Cucinotta & Vanelli, 2020; Djalante et al., 2020; Van Bavel et al., 2020), one of which is 
the world crisis of education. Covid-19 pandemic is a severe problem for the world of 
education in Indonesia and internationally. The spread of the coronavirus grew very fast 
from March to September 2020. The number of patients infected with Covid-19 has 
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increased and has an impact on the process of providing education. The Indonesian 
government implements a lockdown system in various regions. The government 
lockdown applied by educational institutions, including schools and universities.  
Lockdown or regional quarantine is implemented in the world of education to 
reduce and reduce the coronavirus epidemic (Abdullah, 2020; Setiati & Azwar, 2020), 
especially in future generations of students. The policy change from a lockdown system 
has increased to large-scale social restrictions to prevent the transmission of the Covid-19 
virus (Yanti et al., 2020). The application of social distancing does indeed protect 
students, lecturers, teachers, and staff, to ensure the continuity of education (Iyer et al., 
2020). The Work From Home (WFH) implementation to reduce the spread of Covid-19 
in the world of education. 
The reality is that lockdown and WFH in education have a significant and negative 
impact on the learning process (Burgess & Sievertsen, 2020). The emergence of learning 
disorders in the learning process due to the absence of school activities and has an impact 
on vulnerable groups, namely young students, social disadvantages, special needs in 
learning, or the context of family work for the supervision of children learning at home 
(Brown et al., 2020). The fact is that the learning process isn’t optimal at home. In China, 
difficulties arise in the learning process due to weaknesses in online learning 
infrastructure, the inexperience of teachers, information gaps, complex environments at 
home, and unequal learning outcomes (Zhang et al., 2020). Meanwhile, in Indonesia, 
teachers and students have obstacles to the use of e-learning (Almanthari et al., 2020). 
Barriers to using e-learning have an impact on psychological disorders with excess 
anxiety. Teachers also have problems related to work motivation due to the emergence of 
the burden of paying for electricity, internet costs, and excessive data security problems 
due to WFH (Purwanto et al., 2020).  
Students need guidance and counselling services with the use of technology during 
the Covid-19 pandemic. Online collaboration and technological readiness have an impact 
on the success of students (Aliyyah et al., 2020). Guidance and counselling services are 
urgently needed because students at the elementary, middle school and college students 
experience various problems. The variety of issues experienced by students are mental 
health problems, misinformation problems, educational problems, and coping strategy 
problems (Pragholapati, 2020). These various problems require counselling services from 
school counsellors. 
Counsellors can provide individual counselling during the Covid-19 pandemic. 
Individual counselling as assistance school counsellors can provide personal counselling 
service during the Covid-19 epidemic. They were counselling as assistance by experts to 
individuals who need to solve environmental problems.  School counsellors as 
practitioners for helping a student. School counsellor improving the psychological state of 
students and parents in alleviating high levels of stress, anxiety, depression, and other 
psychological conditions through online counselling, distribution of disease prevention 
brochures, websites, YouTube tutorial videos, videos, short films, online discussions 
through WhatsApp groups, and other means (Ifdil et al., 2020). Consultation videos can 
also apply electronically to alleviate student problems during the Covid-19 pandemic 
(Greenhalgh et al., 2020). Counselling services using digital media to respond to global 
challenges to issues that have arisen during the Covid-19 epidemic Covid-19 (Vostanis & 
Bell, 2020).  
Guidance and counselling services during the Covid-19 pandemic are beneficial for 
students who experience a problem. Assistance and counselling services are said to be 
useful in solving problems if they are directly related to students. Individual counselling 
aims to change personal behaviour in dealing with issues related to the environment and 
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everyday life, especially issues that arise during the Covid-19 pandemic for the desired 
purpose. This study was to discover various technologies used by school counsellors in 
the process of individual counselling services during the Covid-19 epidemic. 
 
RESEARCH METHOD 
Model of Research 
This research uses a qualitative approach. The case study method and the 
qualitative descriptive method combination used in this research. A qualitative descriptive 
method to reveal the various media used by school counsellors in the implementation of 
online individual counselling services. Meanwhile, case studies are to tell multiple 
obstacles and problems in the performance of online personal counselling services. The 
results of the survey to reveal the media of online individual counselling services along 
with the issues and obstacles of the online counselling service process. The findings of 
the research are to find solutions in implementing personal online counselling services.  
 
Research Subject 
The research subjects were school counsellors/guidance and counselling teachers 
from graduated from the Professional Teacher Education Program at Ahmad Dahlan 
University. The total of research subjects amounted to 20 alumni research instrument with 
an open questionnaire. Questionnaires were distributed to school counsellors to find out 
the media used in individual counselling services, the application of individual 
counselling with online media, problems with online counselling, and obstacles to online 
counselling. Research time at the end of the 2019/2020 school year as an evaluation of 
the counselling program.   
 
Table 1. Research Subjects (School Counselors in Various Areas in Indonesia) 
No Initial 
Name 
Working Area No Initial 
Name 
Working Area 
1 AR Tabalong, South Kalimantan 11 GU West Kutai, East Kalimantan 
2 SA Konawe, Southeast Sulawesi 12 JU Pasar Utara, East Kalimantan 
3 HA Kurau, South Kalimantan 13 RY West Kutai, East Kalimantan 
4 AC Purbalingga, Central Java 14 MR South Bontang, East Kalimantan 
5 IS Tapin, South Kalimantan 15 SU East Kutai, East Kalimantan 
6 II Tuban, East Java 16 YS Tabalong, South Kalimantan 
7 NH Sleman, Yogyakarta Special 
Region 
17 SY Bangka Tengah, Bangka 
Belitung 
8 NT Tabalong, South Kalimantan 18 PA Ponorogo, East Java 
9 ZA West Bangka, Bangka 
Belitung Islands 
19 BA Balangan, South Kalimantan 
10 RU East Kutai, East Kalimantan 20 IU Malang, East Java 
 
Research Instrument, Research Procedures and Data Analysis 
The research instrument used an open questionnaire with distribution through 
google form media. The research results will be analyzed qualitatively based on the 
context of the findings from each aspect of the study. Discussion of research results is at 
four elements 1) online counselling media, 2) application of online counselling media, 3) 
online counselling problems, and 4) obstacles to online counselling. Four analysis results 
to find solutions to the application of online counselling for school counsellors during the 
Covid-19 epidemic. The analysis used three stages in the form of data reduction, data 
presentation, and data conclusion. The results of the data conclusions next discuss. 
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RESULTS AND DISCUSSION 
Result 
The results of the study found a variety of media used by school counsellors in the 
implementation of counselling services. The extension media adjusted to the conditions 
of students during the Covid-19 pandemic. The mixed-media used are google forms, chat, 
face-to-face virtual media, hangouts, and email. Individual counselling services utilising 
this variety of media. These unique counselling service media serve as media for problem 
identification, support media for the implementation of online personal counselling 
services, as well as media for evaluating individual counselling services. 
First, the use of chat media is always used by school counsellors with students. The 
use of chat media that is often applied is the WhatsApp social media application. Apart 
from WhatsApp, the counselling media used are Instagram and Facebook. The social 
media Instagram and Facebook are rarely used by school counsellors, although they also 
applied as counselling media. Social media in the form of chat is more effective than 
other media because of limitations, constraints, and problems. 
The second is the use of google forms to help school counsellors. Some school 
counsellors use Google form in identifying student needs and problems. School 
counsellors only use this media on the island of Java. In addition to identification, school 
counsellors also use google forms to collect information related to school exams and 
support information related to school activities, including internet or signal difficulties. 
Identifying problems that are difficult to handle virtually, school counsellors carry out 
home visits activities while maintaining health protocols. 
The third is face-to-face virtual media. School counsellors rarely use the face-to-
face virtual press. Counselling services are quite useful in implementing face-to-face 
virtual media such as zoom, Webex, Whatsapp video, and google meetings. Not all 
students can access face-to-face virtual counselling services. The urgency of problems 
that arise and can't find the solution with virtual face-to-face, the school counsellor 
conducts counselling at students' homes.  
The fourth is email. Email as a medium in counselling services. School counsellors 
provide email to students. Then the students send an email in the form of a video or a 
letter to the school counsellor. Email is rarely applied because it has limitations in the use 
of counselling services. The last one is hangout as writing media in private or personal 
with students. This medium is also little known by school counsellors and students. 
Hangout as a counselling medium is limited to personal writing and creates 
misperceptions between school counsellors and students.  
 
Table 2. Use of Counselling Media by School Counselors with google form in Covid-19 Epidemic 
No. Counselling 
Media 















by providing a 
















AR, II, NH, 
PA, dan IU 





groups and school 
websites. 
   
2 Chat School counsellors 






and students using 




other social media. 
School 
counsellors find 














HA, AC, IS, 
II, NH, NT, 
ZA, RU, 
GU, JU, RY, 
MRPA, BA, 






Meetings of school 
counsellors and 
students in virtual 
counselling, so that 
the counselling 
service process can 
facilitate 
implementation 
with the right. 
1. Limitations or 
difficulties 
with signal or 
internet access. 









virtual face to 
face online. 
 
NH dan IU 





service process is 
information to 




1. Limitations or 
difficulties 
with signal or 
internet access. 











5 Email The counselee 
sends photos, 
audio files, video, 
and writings to the 
school counsellor 
































II, AC, PA 
Supriyanto, Hartini, Irdasari, et al; Teacher Professional Quality …. 181 
 
 
The various media discussed have advantages and limitations. The limitations of 
counselling media during the Covid-19 pandemic were due to constraints in their use. Not 
all students have support for learning services or home counselling services. Lack of 
electronic devices for laptops, cellphones, and gadget is a significant obstacle. Other 
obstacles, such as signal and limited internet access, are urgent for students. Problems 
that often arise in counselling services are academic problems that affect personal, social, 
and career problems. 
The results of the research on the constraints in counselling services with 
technology-based media need special attention. Restrictions Limited or difficulty in signal 
or internet access is the main topic in counselling services. Furthermore, the limitations or 
insufficiency of technological tools by students and teachers in remote areas is the main 
problem in learning. Besides, the identification of issues in group counselling services 
and individual counselling is lacking or not comprehensive, even though during the 
Covid-19 pandemic as the main alternative. Finally, the technology media in counselling 
services makes it difficult for school counsellors to understand students' problems and 
feelings. Feelings of sadness, joy, despair, anger, and annoyance are complicated for 
school counsellors to predict. 
  
Discussion 
Counselling services in Covid-19 pandemic need to be optimized because all 
students experience various problems. Problems that arise in students are academic, 
personal, social, and career. Problems that occur to students due to the unstable and new 
normal conditions of the Covid-19 pandemic. The new normal in the Covid-19 epidemic 
also didn't change the problems that occurred to students. Personal, social, academic, and 
career of issues experienced by students due to anxiety about the future. This condition is 
following the problems of other students abroad that unbearable psychological pressure 
and student anxiety have an effect on daily life and delay academic activities (Cao et al., 
2020). 
School counsellors act as individuals who are experts in assisting students through 
group counselling services and individual counselling. Implementation of counselling 
services as an act of alleviating the problems experienced by students during the Covid-
19 pandemic. Students being able to adapt to the conditions of the Covid-19 epidemic. 
Counselling services during the Covid-19 epidemic aim to reduce anxiety—online 
counselling service with media and technology as the main alternative. Counselling 
services through online media with WhatsApp, Facebook, and Instagram chat as well as 
virtual rooms with zoom applications, google meetings, hangouts. There is also the use of 
google form and email that can be used by school counsellors. School counsellors 
urgently need the help of technology in the era of globalization and the Covid-19 
epidemic media counselling to answer the challenges and opportunities of counselling 
services with technology as the medium (Lattie et al., 2019). 
Counsellors must understand the principles and factors in the use of digital 
technology as a medium for counselling services. Recommendations for counselling 
services in times of crisis using electronic media or social media as a medium for healing 
against concerns, rehabilitation efforts and post-crisis interventions (Saha et al., 2018), 
especially the situation against the Covid-19 pandemic. Counselling services with digital 
media technology as a strategy for providing counselling service assistance to students 
who have problems during the Covid-19 epidemic. The knowledge and skills of school 
counsellors in engaging social media as a media for counselling services must apply 
(Willow et al., 2018). The implementation of social media as a counselling medium as a 
182 Jurnal Ilmiah Counsellia, Volume 10 No.2, November 2020 | 176 - 189 
 
 
record for school counsellors during the Covid-19 pandemic to master and utilize 
technology because it doesn’t allow face-to-face counselling. 
Individual counselling services and group counselling using social media or 
applications with gadget/computer/laptop via WhatsApp, Instagram, and Facebook chat. 
Apart from the discussion, there are also video calls with zoom, hangout, Webex, and 
google meeting applications. Suppose the media is limited by sending messages or email. 
School counsellors also implement google form as a medium for registering counselling 
services or recording the needs and problems experienced by students. All technology 
media are connected to the internet network to bring together school counsellors and 
students in virtual counselling so that the counselling service process can right apply. 
This counselling service pattern can also be called cyber counselling. The success of 
cyber counselling is measured client satisfaction (Zainudin & Yusop, 2018) and 
technological competence can be very important for practitioners who provide long-
distance counselling services (Woo et al., 2020). 
Cyber counselling is a form of professionalism for school counsellors during the 
Covid-19 pandemic. Implementation of online counselling by school counsellors to 
students, school counsellors must be able to understand students. Cybercounseling 
services are a challenge for counsellors to strengthen and develop counselling services 
during the Covid-19 pandemic. Clients feel both helped and comfortable with individual 
counselling and the emergence of a need for virtual world counselling methods (Lan, 
2016). School counsellors must optimize and master technology in the millennial era and 
change counselling strategies during the pandemic so that counselling services can be 
useful and run smoothly. 
 
Media and Technology in Counseling Services 
Media counselling during the Covid-19 pandemic used digital technology. The 
practice of cyber counselling services to reduce the spread of Covid-19 with school 
clusters and as assistance to students to alleviate the problems, they are experiencing. 
The use of internet-based technology to facilitate the counselling services process. 
Internet-of-Thins technology is communication and interactions between objects and 
people with smart rooms, smart parking, and the delivery of intelligent education to 
students (Majeed & Ali, 2018). The development of internet users continues to increase, 
and the number of internet users in Indonesia is overgrowing. Social media also makes it 
easier for many people to communicate with other people. The application of 
synchronous and asynchronous interactions is a recommendation (Watts, 2016), 













Figure 1. Synchronous and Asynchronous Media Counseling 
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Applications that support the counselling process, such as personal chatting with 
social media (for example, WhatsApp, Facebook, Instagram or other social media) are the 
main choices in the Covid-19 pandemic. Meanwhile, the zoom/hangout application, 
email, and the use of Google Forms are alternative supporting services for counselling 
services. All of the applications can't from the use of the internet network. The use of chat 
and google forms is asynchronous media, a set of Zoom, Webex, google meeting, and 
hangout are synchronous media. Asynchronous media is a medium for exchanging 
information or dialogue or conversations between school counsellors and students 
through sending messages (Bourdaillet et al., 2016). Meanwhile, synchronous media is 
media that can synchronize the display of media objects with devices so that video and 
sound displays face-to-face through video conferencing, web conferences, and the virtual 
world in groups or individually (Bower et al., 2015; Nimrod, 2017; Shamma, 2016). 
Application of Counseling Services during the Covid-19 Pandemic 
The Covid-19 pandemic has a positive impact on the progress of Indonesian 
education in the use of technology as a period of adaptation. In general, teachers and 
students in Indonesia experience anxiety, pressure, and excessive fear of the slowing 
education process. Teachers experience high levels of stress because activities must now 
be limited and switched to distance learning. However, the reality is that teachers can 
gradually implement the use of technology. To optimize counselling services during the 
Covid-19 pandemic, school counsellors implemented social media in counselling 
services. The use of social media by considering relationships, visibility and privacy, 
maintains the principles of ethical counselling (Giota & Kleftaras, 2014). The role of 
social media as a support for counselling services and counselling communication media 
following the professional ethics of the professional counsellor and the ethics of using 
social media (Hartley et al., 2015; Kaplan et al., 2011). 
Counselling services during a pandemic can help students solve the problems they 
face. Counselling in the Covid-19 epidemic for students serves as an intervention to 
manage and handle issues effectively (Dakasku & Musa, 2020). Assisting is intended to 
assist clients in dealing with all life problems that occur. Thus students can adapt to the 
environment. School counsellors use appropriate individual counselling techniques to 
change behaviour and decisions for developing the potential that is in students. 
Counselling service is a planned, logical, and sustainable effort to help clients develop 
their full potential. Besides, counselling is also to provide support for clients for their 
problems (Rana et al., 2020). 
The conditions of the Covid-19 pandemic require school counsellors to 
understand student problems and ways to alleviate student problems responsively. The 
use of media counselling makes students more flexible in addressing their issues. School 
counsellors must apply confidentiality principles in the counselling process as a form of 
student trust. Students believe that the school counsellor will keep their problems secret, 
so students share personal information with school counsellors (Xiao et al., 2019). 
School counsellors must also create a comfortable atmosphere in the counselling process 
so that optimal student involvement appears in the online counselling process (Scholl et 
al., 2017). The involvement of school counsellors and students forms a mutually 
beneficial relationship. 
 





Figure 2. Implementation of Counseling Services with Media Technology 
 
Counsellors can dig up more client information by collecting data through 
interviews conducted online, as well as identifying problems through asynchronous 
media with WhatsApp, Facebook, Instagram or social media as well as Synchronous 
with Zoom, Webex, Google Meetings, and Hangout media. Counselling interviews or 
conversations are used by counsellors to manage students' negative emotions and 
problem disclosure (Svinhufvud et al., 2017). In addition to interviews, counsellors can 
collect information and identify problems via google form and email from students to 
counsellors as asynchronous media. However, asynchronous media has a weakness in 
the lack of information obtained (Grishchenko et al., 2018). That way, the counsellor 
knows the right next step for the client's problem-solving process. Then give 
conclusions related to problem-solving in the counselling process or the needs of other 
experts or use the case handover method in solving situations. Transfer of cases to 
experts outside school counsellors must be competency-based and values-based (Lloyd-
Hazlett et al., 2017). The counsellor emphasizes the application of solutions in the 
inference process to students. 
Referrals can apply to personnel who are more skilled in handling problems, if the 
client needs a psychiatrist or doctor, especially in the conditions of the Covid-19 
pandemic. That way, counselling services by school counsellors can be effectively used 
to help students as a whole, including the problems faced during the Covid-19 epidemic. 
Transfer of cases to doctors if it is related to student health (Aziz et al., 2020), while 
with mental health problems to psychologists (Chen et al., 2020). Counselling services 
require school counsellors to understand more deeply about client problems related to 
personal strengths, weaknesses and making the right decisions to solve the problem. 
Counselling services can apply or apply several theories in the counselling service 
process. The application of several counselling theories in the online counselling process 
is called an eclectic approach. Counselling services with an ethical approach affect 
reducing student anxiety or problems (Munir, 2018). 
Government Policy for Access to Education and Counseling Services, Teacher 
Professional Development 
Various obstacles related to education and counselling services are unequal internet 
access in different regions in Indonesia, and not all Indonesian residents use technological 
tools due to economic limitations. The impact is a lack of learning resources due to lack 
of internet access and the inability of parents to support their children's learning (Putra et 
al., 2020). However, the use of smartphones and personal computers with internet 
networks is related to individual capacity in handling problems with various information 
and literacy skills (Puspitasari & Ishii, 2016). Internet access constraints in Indonesia are 
because Indonesia consists of multiple islands. Java Island is the centre of education, 
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problems. 
Implementation of Counseling 
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while the big islands in Sumatra, Kalimantan, Sulawesi, Papua, Nusa Tenggara and Bali 
have less than optimal internet access. There are also small islands with an education that 
is far from satisfactory because of the economic level compared with the city. This 
condition corresponding by the results of research that the use of the internet is still low 
due to limited internet facilities which affect students' knowledge and willingness to 
access the internet (Rahardjo et al., 2016). Education providers have a variety of solutions 
in the learning process and counselling services during the Covid-19 pandemic (Crawford 
et al., 2020) the new-normal era in the field of education (Prahani & Cheng, 2020). The 
diversity of different solutions between schools creates gaps in educational outcomes. 
Various obstacles in education require policies for the development of human resources 
in the field of education. 
The government implements policies by developing the welfare of teachers and 
school counsellors. One way before implementing a system is to listen to the needs of 
teachers in the learning process and online counselling services through various online 
platforms such as Zoom, or an online learning management system, and phone calls with 
families via WhatsApp  (Collie & Martin, 2020). Prosperity with equal internet access 
for students and teachers can improve the quality of learning and counselling services 
because most students attend the e-learning learning process with an android cellphone 
(Kapasia et al., 2020). In addition to internet access, the acceleration of the ability of 
students and teachers to face challenges in the era of disruption/ period technology 4.0/ 
5.0. Increasing the capacity of students and teachers will facilitate the learning process 
and counselling services for students. Besides that, the availability and strategic 
communication of credible, non-ideological, and non-partisan knowledge can enable 
trust in the government (Khemani, 2020). 
Availability of adequate internet access in various regions of Indonesia as an 
element of professional development for guidance and counselling teachers. Competent 
professional teachers are required to develop professional competence through 
continuous knowledge, attitudes and skills according to the times (D. R. F. Utami & 
Latiana, 2018). Self-development in the use of technology media can be implemented 
through seminars and workshops, school support, and supporting facilities and 
infrastructure (Prawiro, 2020) for the counselling service process. Technology media-
based counselling services in the disruption era or the technology era 4.0/5.0 require 
mentoring, professional teachers, school managerial, and online learning or service 
facilities (I. L. P. Utami, 2018). The use of technology media can increase student 
interest in the implementation of counselling services in schools (Alhadi et al., 2016). 
 
CONCLUSION 
School counsellors during the Covid-19 pandemic had challenges in implementing 
online counselling with individual counseling services and group counseling services. 
The implementation of counseling services for students by school counsellors uses 
technology media as an element of developing the professional competence of school 
counsellors. Professional guidance and counseling teachers can plan, implement, and 
evaluate themselves in the use of technology media in counseling services. The 
technology media used are synchronous and asynchronous based. Asynchronous media 
with WhatsApp, Facebook, Instagram or social media. Sync with Media Zoom, Webex, 
Google Meetings and Hangouts. It is identification information related to student 
problems using WhatsApp or Google Form. While the implementation of counselling 
through technology media is used based on synchronous and asynchronous according to 
student needs. The use of counseling media can make students more flexible in conveying 
their problems with the principle of confidentiality in the process of online counseling 
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services or cyber-counselling. Application of online counseling services or cyber 
counseling to help student problem solving and for students who experience issues 
beyond the competence of the counsellor, the counsellor will transfer the case to a more 
competent party. The role of the government through policies in education helps provide 
internet access and the development of literacy skills for students and teachers. 
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